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Welcome

I want to extend my personal welcome to each of you who are
attending the 5th Army Library Institute. I am sure the week's
session will prove to be a positive training experience and will
ultimately benefit the users of Army libraries worldwide.

Your responsibility, your mission, as professionals is to
meet the library users' need for information or knowledge.
Whether the user is a soldier, a scientist, a family member
doesn't matter. What does matter is that, regardless of who the
user is, you are able to provide that user with the information
and/or data he or she needs at the time when they are needed.

I wish you success in your training endeavors this week. And
I want y»su to know that the Army relies on your support in our
quest for knowledge and information.

JOHN R. GUTHRIE
General, USA
Command ing




MG Allen H. Light, Jr.
Commander, ARRADCOM




DEPARTMENT OF THE ARMY
US ARMY ARMAMENT RESEARCH AND DEVELOPMENT COMMAND
DOVER. NEW JERSEY 07801

REPLY TO
ATTENTION OF:

DRDAR-CG

TO ALL PARTICIPANTS OF ARMY LIBRARY INSTITUTE

Welcome to New Jersey. We at ARRADCOM are proud to serve as DARCOM's host
for the Fifth Annual Army Library Institute. Although the five libraries

of this Command serve the scientific and technical requests of their users
primarily, they also accommodate other requests (just as you do in the
various types of libraries which you represent) for technical, post, medical,
service school, and academic information.

You represent the point of transfer of information required for every facet
of a soldier's or civilian employee's life. The better you are at your job,
the better they will be at theirs. It is therefore incumbent on you to
achieve the expertise in library and information science that the Army re-
quires to maintain the standard of excellence which is its hallmark.

I join General Guthrie in wishing you success in your training endeavors.
In this age of rapid change in information production, marketing, and ser-
vice, the Army looks to you for leadership in promoting the present tech-
nologies used in libraries, in helping to discover new technologies, and in
applying this krowledge effectively and efficiently throughout the Army
Library system.

-~ ALLEN H. LIGHT, Jr
//// Major General, USA

Commanding
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BACKGROUND

In the past, progress had been slow in the establishment of realistic atti-
tudes about the Iimportance of library and information functions in supporting the
Army's mission, but the direction has always been positive and upward. By 1981
these attitudes had matured to the point where the Army expected and depended on
such information to meet its daily needs—--whether tactical, technical, field, or
office. These demands have placed new thresholds before the library and informa-
tion personnel which must be crossed if the support functions are to be meaning-
fully productive.

The library and information scientists of 1981 have met the challenges of
these thresholds through the development of new processes which exploit the state
of the art and, in so doing, develop new thresholds of their own.

The Army Library Institute, acting as the watchdog of the professional
parameters, as well as the pacesetter in new library and information ideas, met
in 1981 to continue the work that is theirs to pursue.

OBJECTIVES AND ORGANIZATION

The Institute's objectives were to provide an environment for librarians:

1. To exchange 1ideas with librarians from various sectors of the Army,
Department of Defense, and civilian communities

2. To understand the meaning of the library services as a measurable
and wmarketable product

3. To become better equipped to identify and appraise the work per-
formed by themselves as well as others

4. To examine and learn new techniques, regulations, and procedures
pertinent to information work

5. To promote a broader understanding of the unique tasks associated
with the various types of libraries

Army Library Institute V was a 5-day event, with the time devoted to a well
balanced program of lectures, work sessions, and information-exchange panels. A
prevalling emphasis throughout the sessions was a consideration of the library
and information functions as products which are to be assessed, identified, quan-
tified, and sold to management, just as any other products are sold. This con-
cept was woven expertly into the sessions and was enriched by the discussions and
other inputs by the Institute members. The significant rise of this approach at
this time 1indicated the strength and importance that 1library and information
centers now hold in organizations. The refreshing idea that such centers provide
services that are substantive and measurable engendered new attitudes about in-
formation.




The proceedings well exemplified the continuing tasks that the professional
elements of library and information 5ectors must accomplish in supporting the
objectives of the organization they serve.

FUNDING

Funding support was provided by the Office, Deputy Commanding General, The
Ad jutant General Center, Morale Support Directorate ($7,500.00).

REGISTRATION

A total of 128 registrants from 21 States, the Panama Canal Zone, and Xorea
attended the Institute. These people represented academic, wedical, post,
service school, and technical 1libraries, as well as 1individual laboratories,
commands, and the Department of the Army Headquarters. This fine balance of
varted librarians assured outstanding discussions 1in the working group
sessions. Also present were participants who had recently served in overseas
library positions and are now serving in stateside 1locations. (A 1list of
registrants is provided at the end of this volume.)
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OPENING SESSION, MONDAY, 18 MAY 1981

The Governor Morris Inn in Morristown, New Jersey, was the site of the meet-
ings except for the opening session, which was held at the ARRADCOM Headquarters
Auditorium in Dover, New Jersey. The registrants traveled by bus to ARRADCOM
Headquarters.

Normand Varieur, Chief, Scientific and Technical Information Division, TSD,
ARRADCOM, the hosting 1installation, introduced the Presiding Officer, Ms. Ingjerd
O. Omdahl, of DARCOM, the sponsoring command. Ms. Omdahl convened the Institute,
welcomed the participants, and then introduced MG Allen H. Light, Jr., Commanding
General, ARRADCOM, who greeted the participants.

MG Light set the tone for the Institute by pointing out that, even though
the members represented different organizations with diverse missions, they all
had but one purpose: to market their product-—-information——in a way which would
be the most efficient and the most effective. MG Light's words were both in-
spiring and challenging. He acknowledged the importance of the library function
and was complimentary about the performance of librarians in support of their
missions. He also made it clear that, regardless of the medium used--whether it
be computerized reports or newspaper clippings—-the meaningful factor is the
information itself thar is contained in that medium.

In a nostalgic tone, MG Light concluded his remarks by reading an excerpt
from a poem on librarians that was originally given at the 1906 Annual Meeting of
the American Library Association (app A).

SESSION 1, MONDAY, 18 MAY 1981
General Lecture--Marketing Audit for Library Services

Stanley M. Widrick, Associate Professor of Marketing at the Rochester Insti-
tute of Technology, addressed the participants on the concepts of marketing the
library service (app B). This concept demands that the user's needs be para-
mount in librarians' attitudes toward their work. Dr. Widrick defined the mar-
keting concept as "a consumer's needs orientation backed by integrated marketing
almed at generating consumer satisfaction as the key to satisfying organizational
goals.” He felt that the user should feel satisfied after visiting the library
and that the objectives of 1librarians should be: increased usage and patron
satisfaction. These objectives are achieved by the following steps:

1. Review the marketing environment of the 1library to determine how
much the patrons know of your services and how well you are matching the informa-
tion needs of the users.

2. Review how well you enumerate speclific customer satisfaction goals

and how well the patrons respond to them. Know what you must do to provide the
resources needed to achieve customer satisfaction. Keep good records of usage
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and the mission requirements of your organization. By user orientation of your
resources, make it easy for the patrons to use the library.

3. Review the marketing activities and measure the efficiency of your
library efforts in meeting user needs. Ensure that you are getting feedback from
your patrons and that you are informed on the time and effort required to meet
their needs. Ensure that you are making the availability of your product and
services easy and convenient for the patron.

In summary, librarians nmust define the requirements, identify the objec-~
tives, explain the product and services, determine costs for their plan of at-
tack, decide how they will promote their plan--then execute it.

Task Force Group Meetings

The following task force groups met twice during Army Library Institute V:

ADP /Networking

Procurement

CITA (Commerclal-Industrial-Type Activity)
Management Reporting

Technician Training

Shared Resources

Public Relations

The groups met on Monday, 18 May 1981, and again on Thursday, 21 May 1981,
to work on their specialties. The individual meetings were conducted as follows:

ADP /Networking

Barbara Henseler, chairperson, called the group to order and introduced
the attendees. The history of the group was given, and handouts were given to
the members. The status of the recommendations from ALI IV was discussed. The
worthiness of a survey was discussed, and a large percentage of the members at-—
tested to its worth (app L).

Procurement

Ida Johnson, chairperson, began the meeting with a review of the
group's 1980 recommendations. The basic nature of the recommendations concerned

DA-wide surveys on procurement problems and the preparation of approved contrac-
tor lists.
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CITA

Margaret Hardin, chalrperson, opened the meeting with a discussion of
the disparity of procedural methods, the local interpretation of hasic instruc-
tions, and the need to develop a statement-of-work (app M).

Management Reporting

Charles Ralston chaired the meeting. The group discussed the previous
recommendations that had not been acted on and determined that they should be
resubmitted. Management policy on Information systems was developed and recom-
mendations were listed. One such recommendation was to disestablish this task
force group.

Technician Training

Madge Busey, chalrperson, introduced the members and began the meeting
by identifying the mission of the group as follows:

1. Determine tralning needs of technicians at all levels

2. Review currently available training packages

3. Develop training programs and the means to make them available to
all

The group then discussed the questionnaire and the completion of the development
of the self-paced reference packages (app N).

Shared Resources

Mary Nell Wooten, chairperson, introduced the members aand was, in turn,
compl imented by the members for her efforts in the development of the Army Inter-
Library loan (ILL) Directory.

The development of a resources directory and an Army-wide ILL policy was
discussed, along with other special topics (app 9).

Public Relations

Patricia Ann Reeves, acting chairperson, opened the meeting by initiat-
ing response to the Army Library Council's (ALC) request for the task force group
to focus on its original mandate "to emphasize promotion programs geared toward
management.” This task will be completed within 3 months. A discussion of the
group's long—- and short-range plans followed.
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EVENING SESSION, MONDAY, 18 MAY 1981

An Institute-wide reception and dinner was given, which permitted the par-
ticipants of the Institute to meet old and new friends. More than 150 persons
gathered for the event, which was marked by an interesting after-dinner presenta-
tion by Mayra Scarborough of Hoffman-LaRoche (app C). Ms. Scarborough, a
librarian/motorcyclist/sailplane pilot/TV contestant, entitled her entertaining
slide show "Spinning Wheels...and Silent Wings."” The presentation provided an
interesting ending to the first day.

SESSION 2, TUESDAY, 19 MAY 1981

Meetings by Type of Library

Work meetings by type of library--academic, medical, post, service school,
and technical--were conducted, each monitored by a selected individual. Such
sessions were organized for the purpose of exploiting exchange of information and
providing an environment for tutorial sessions on very detailed specific sub-
jects. General characteristics of the sessions follow.

Acadenic

This group, chaired by Barbara Stevens, consisted of members from
National Defense University, Army War College, Military History Institute, U.S.
Military Academy, the Sergeants Major Academy, and the Combined Research Library.
The group discussed four papers on academic libraries and then concluded the
meeting with a discussion of the following subjects (app P):

1. Merging of Reference and Cataloging: Edward Burgess, Combined

Arms Research Laboratories. This subject 1involved the reorganization of old
reference and technical processing departments into a book-and-periodical depart-
ment and a documents department. Such consolidation could only have been accom-
plished with cataloging assistance from TRALINET and OCLC.

2. Library Orientation: Marijean Murray, USA Sergeants Major
Academy; Ed Cass, Chief Archivist, USMA. Ms. Murray and Mr. Cass led the discus-
sions on the differences and similarities between 1libraries and archives and
between librarians and archivists, as well as the needs and methods of materials
preservation.

3. Secondary Storage: Joseph Barth, USMA. The discussion centered
on the methods of moving materials to secondary storage, retention responsibil-
ities, and the consideration of regional consortia opportunities and responsibil-
ities.
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Medical

Donna Griffitts, Office of the Surgeon General, conducted the meeting,
which opened with a brief description of the structure of the U.S. Army Medical
Department, the Surgeon General's Office, the 7th Medical Command, and the Health
Service Command. A brief history of the National Library of Medicine was given,
and other toplcs were discussed as follows (app Q):

L. The departments to which the various medical libraries report and
the experience of the libraries with these channels of authority

2. The composition of various medical library committees, the status
of the librarian as a voting or a nonvoting member, and the problems experienced

3. ILL policies in various libraries and the costs involved (it was
pointed out that ILL requests could not be submitted directly to the National
Library of Medicine)

Post

Pat Louderback, Fort Lewis Library System, Fort Lewis, Washington, led
a group dynamics session on the subject of post 1libraries. Working from a hand-
out (app R), the members discussed key issues that affect the functions of a post
library. Some of these 1ssues were:

. Cross—training versus the single, known job
. Handling of backlog

. Adherence to goals and objectives

. S+taying familiar with patron's needs

& W

Ms. Louderback also divided discussions into three main groups: public services,
technical services, and chief librarians.

Service School

Janice Weston, of the USA Ordnance Center and School at Aberdeen,
Maryland, introduced panel members Gary Walters, Tom Greene, and Jim Byrn. Using
a CONARC study of 1972 (app S), the panel outlined the history of service school
libraries and showed how the CONARC approach was adopted by TRADOC (U.S. Army
Training and Doctrine Command) from which TRALINET (TRADOC 1library information
network) evolved. A discussion in the group developed, showing where the service
school libraries have gone in the last 10 years and the plans for the future.
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Technical

Henry Voos, Rutgers University School of Information and Library
Studies, addresged the specific topic of "Technical Reports and Libraries of the
Future.” Significant items brought out by Dr. Voos were:

1. Because of modern technology, technical reports that were once
intended to be furnished to a limited audience for specific tasks are now avail-
able very readily to a diversified group of people.

2. Word processing equipment has permitted the linkage of systems
which gives great coverage very quickly to technical reports.

3. Although 70 to 90Z of the information from technical reports
appears 1in open literature after 12 years, technological changes provide the
capability of restoring limited literature to its primary users.

Dr. Voos concluded that the libraries of today must be responsive to
future technology and its use for the service of library patrons.
General Lectures

Integrated Library Systenm

Ruth Mullane, of the Army Library, Pentagon, gave a very thorough dis-
course on the ILS (Integrated Library System) Program as it was initiated in the
Army Library, the purposes that it served, the advantages it offered, and the
implementation problems it suffered (app D).

Ms. Mullane, in addressing the entire Institute, highlighted character-
istics of the ILS concept. Such characteristics include:

1. 1ILS 1is truly integrated, containing only one master bibliographic
file, regardless of the number of computers involved in the total network.

2. ILS is a minicomputer-based system, operating on the concept that
it is easier to build up than to cut down.

3. ILS is a file that can be used on various models of minicom-
puters. (As of this time more than 20 models of minicomputers can handle the
files.)

4. 1ILS can be used to access other systems.

5. ILS has different types of access for various levels of users,

ranging from the patron to catalogers, reference librarians, or other profession-
als.
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Ms. Mullane gave a progress report on ILS in the Army Library, explain-
ing its subsystems. Currently In use are circulation, bibliographic, administra-
tive, and serials control subsystems. Soon to be implemented {s a catalog access
subsystem. Ms. Mullane concluded that the TLS experience has been a success and
that {t has much to offer Army libraries.

Redstone Sclentific Information Center (RSIS) Automated System

Jane Cooney, MIRDCOM, Redstone Arsenal, gave an extremely informative
address on the RSIC Automated System (app E). The significance of this system is
hest apprecliated when one realizes that it stems from the Redstone Scientific
Information Center—-the ballistic missile center of the United States. Ms. Cooney
described the pioneering ALPHA-1 system which began in 1962 and its improved
version which began In 1966. The system enabled the efficient serving of 6,000
patrons from a holdings inventory of 1.3 million technical reports, 3,300 jour-
nals, and 260,000 open-literature volumes. It has the capabilities of searching
reports from Defense Technical Information Center (DTIC) and National Aeronautics
and Space Administration (NASA); it provides records on patron activity, circula-
tion records, bhook ordering data, and book and serials holdings; and it has
language control. It also provides printed reports, serves online queries, and
maintains online master files of patrons, books, reports, serials, language, and
statistics.

TRALINET

James Byrn, Librarian of TRADOC Headquarters, Fort Monroe, Virginia,
reviewed TRADOC regulation 1-2 (app F), and gave a complete story of TRALINET.
The regulation, diced 9 Jan 1981, covered the policy and responsibilities, the
library system organization and administration, the TRALINET system {tself, and
the library system operation. The presentation was thorough and {llustrated the
orderly manner 1r which TRALINET followed the needs of the patrons.

The Library's Product in the Marketing Mix

Herbert Goldhor, Director of Research, Graduate School of Library
Science, University of Illinois, delivered a lecture on the key theme of ALI V;
namely, treating the library functions as products that should he marketed 1ike
any other product (app G).

In a series of provocative statements, Dr. Goldhor hammered home the
premise that libraries must exlst to serve people and not to serve themselves.
He stated that the traditional library approaches of offering what they think is
good for the people is producer-nriented and that 1s only selfserving. He empha-
sized that the proper approach 1is the marketing approach, which 1s simply to find
out what the patrons want and supply it.




Dr. Goldhor offered a four-step process:

. MYarket analysis

. Inventory of your products

. Product evaluation and decisions on which products to sell
. FEvaluation of market (users)

SN~

He polnted out that there are continuing tasks and that the cycle is
alive, depending on user feedback to stimulate product development or changes.

A simplistic but valid treatment of product—market growth strategies
was {llustrated by a plain matrix which follows (numbers indicate sequence of
functions):

Present products New products
Present markets 1. Market penetration 3. Product development
New markets 2. Market development 4. Diversification

Essentially the cycle means that when the present products are matched
against the present markets, the success of this match equates with the degree of
success with which one has penetrated the market. Applied to the lihrarian, this
match shows how well one 1s satisfying the user's needs. TIf one's products at
present are the hest that one has identified, then these present products must bhe
matched against present markets bhefore any new development takes place. New
markets (or new patrons) will require new products, which means the development
of mre work for the library. This increased work means the processes of anal-
ysis, product inventory, product evaluation, and user evaluation must take place.

The ideas fostered by Dr. Goldhor are indicators of the sophistications
that are now a necessary part of library work. The lecture stimulated thought
and discussion.

SESSION 3, WEDNESDAY, 20 MAY 1981

General Lecture-—Anglo-American Cataloging Rules, Second Fdition (AACR-2)

This presentation for the entire Institute was given hy David Brunell
and Bruce Miller, FEDLINK (Federal Lihrary and Information Network) FLC (Federal
Library Committee)(app H).

The objectives of the session were not only to inform the listeners on
the AACR-2 rules but also to remove some fears that librarians had of the new
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rules. Because conversion to the new rules is the principal task facing libra-
rians at this time, the speakers organized their discussions on five 1issues:

. AACR-2 adoption and implementation

« Impact of AACR-2 in federal libraries

. Coping with AACR-2

. OCLC's (Online Computer Library Center) AACR-2 implementation
. Impact of AACR-2 on OCLC tapes and output procedures

NS W -

Some of the key problems highlightd in the lecture and discussions that
followed were:

1. The cataloging process will be slowed down because of the many
decisions that have to be made on OCLC records.

2. Adaptation to AACR-2 will affect library budgets for the next 5
years.

3. Delaying conversion will only increase total costs.

4, Inhouse automated systems will need to be reprogrammed and, to bhe
economical, such conversion should probably be accomplished internally rather
than through outside contractors.

The speakers did acknowledge certaln areas where change will be slow
and stated that total conversion will take a long time.

Minisessions

The participants spent the rest of this day with a number of specific sub-
jects treated individually in meetings called wminisessions. The objective of
these sessions was to permit specialized concentration on topics that would in-
terest segments of the Institute but not the entire assemhlage. By the schedul-
ing of short, repeated sessions conducted simultaneously, the members could at-
tend several gatherings of their choice.

The subhjects and the presenters were:

Sub ject Presenters
Alternate Staffing L. Distasi, W. Pasake, E. Tierney,
ARRADCOM
RIES (Electronic Information B. Miller, FLC/FEDLINK, Washington, DC

Exchange System)
Minicomputers for Library Functions P. Casey, ARRCOM, Rock Island, TL

OCLC for Beginners D. Brunell, FLC/FENLINK
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Performance Standards I. Omdahl, DARCOM

Screening Panel L. Nyce, FORSCOM and A. Donnelly, OPM

Alternate Staffing

This session was conducted by Elaine Tierney, Lillian Distasi, and
Wilma Pasake, STAFF members from Personnel, Training, and Force Development
Directorate, ARRADCOM (app T).

The thrust of their presentation was directed to descriptions of seven
programs, mainly involving students. These programs included summer work for
disadvantaged hich school students, worker-trainee and work-study plans, and
part—time hire of students or graduates in particular academic programs.

The group was Informed that in some cases these positions are not in-
cluded in the regular ceilings. The benefits of these programs were also dis-
cussed. Included were special programs for engineering and science students, and
worker—tralnee programs for older people, handicapped, or those with language
barriers.

EIES (Electronic Information Exchange System)

Bruce Miller, FEDLINK, FLC, talked to the group about electronic mail
(app U), a procedure in which messages are sent to a central computer and there
stored until called for by the receiver (addressee) at a time convenient to him
or her. He described the Polytechs system which FEDLINK plans to use.

Minicomputers for Library Functions

Phil Casey, Chief of the Technical Library at U.S. Army Armament
Materiel Readiness Command, Rock Island, Tllinoils, assisted by Andy Rurton of
Radio Shack, Cedar Grove, New Jersey, conducted a demonstration using a very
small computer with miniature printing and dial-up equipment (app V). The objec-
tive was to show how minicomputers could be applied to a long list of 1library
functions. The speakers also demonstrated how, with minimal training, indivi-
duals could easily program such devices. Functions shown were:

1. Subscription programs
2. Book acquisitions

3. Circulation

4. Information retrieval

Also demonstrated were the editing and storage capabilities for word
processing on minicomputers.




OCLC for Beglnners

David Brunel, FEDLINK, FLC, described the fundamentals of the OCLC
system (app W). The objective was to give information on OCLC to individuals who
were not yet familiar with the system. Xey elements 1n his discussion were these
facts about OCLC:

1. The master bibliographic file 1is created from the input of 2,800
contributing libraries.

2. This file stores 7.3 million records, with 35,000 additions per
week.

3. Eight subsystems are in use or are planned to be in use:

a. Cataloging

b. 1Interlibrary loan

c. Name-address directory

d. Serials control

e. Libhrary of Congress name authority file
f. Acquisitions

g. Circulation

h. Searching

Mr. Brunell discussed the economics of OCLC and pointed out that {t can
be very expensive.

Performance Standards

Ing jerd Omdahl, Headquarters DARCOM, conducted this session, which
dealt exclusively with performance standards as used in the evaluation of person-
nel (app X). The presentation was 1informative, and it not oanly described the
standards but also gave guidance on techniques which could be used to evaluate
per formance better. Ms. Omdahl explained the forms, the terminology, and the re-
sponsihilities of the supervisor, reviewer, and employer.

Screening Panel

Louise Nyce, WHeadquarters, Forces Command, and Ann Donnelly, Office of
Personnel Management (OPM), used the technique of a mock screening panel (app Y)
to {avite discussion and criticism from the partlcipants.

Each member was given a mock SKAP and was asked to rate the SKA® in the
same way that a panel might rate it. The same instructions that were issued to
careerists were available for reference. The group developed a number of sugges-—
tions for careerists as a result of the mock screening panel. Some of them were:
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DA Form 2302

1. Enter changed {information {in experience blocks every time that
e{ther the definition of elements or the crediting plan changes, or whenever the
grade level at which a function is bheing performed changes.

2. In experlence hlocks use message form and abbreviate as much as
possible. Tlse the last block on the page to highlight several jobs if {nforma-
tion would otherwise he Adropped from the SKAP.

DA Form 4638-R

1. Use ftem 13b and extra sheets of paper for any information which
cannot be contained fn another block.

2. Be aware that the panel accepts in elements 35 through 40' any
rating on which supervisor and reviewer agree.

The group also agreed that explicitness 1n the description of duties
performed [s required, that the careerist should take the responsibility of edu-
cating his or her supervisors and reviewers about rating system, and that some

elements cannot be rated above an S-level because the definitions at this level
were written to include the best possible performance.

SESSION 4, THURSDAY, 21 MAY 1981

Task Force Group Meetings
The task force groups met for their final sessions. Thelr meetings were
devoted baslcally to meet these two objectives:

1. To complete the assignments and gonals that the groups established for
themselves for the week

2. To identify projects for the future

The specific task force groups activities were:

ADP/Networking

Barbara Henseler, chalrperson, led the discussion, pointed toward the
mandate given the task force group by ALC (app L). This mandate was to identify
and inventory the ADP/networking system within the Army libraries. The group's
survey form had been proposed and given to ALMO in December 1980 for {implementa-
tion but as of the meeting date it still had not heen sent out.
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After considerable discussion 1t was determined that ALMO would send
out the survey through technical channels not later than 1 July 1981. The group
agreed that {f this deadline was not met, the group would send out 1its own
informal questionnaire and pledged to have a completed survey 1in time for the
next ALI meeting.

The group also discussed the 1980 request from the Office of the Ad-
jutant General for ALMO to develop an ILL hierarchy. When the task was given to
the ADP group, it was decided that MACOMs were the appropriate starting place to
establish a policy. A brief questionnaire was sent to 13 commands, and all but
one have responded. The conclusion was drawn that an ILL hierarchy can be
achieved only by the merger of major command policies and geographic policies.

The session ended with the group agreeing to meet on a regular basis
and to stay abreast with the state of the art on ADP technology.

Procurement

Ida Johnson, chairperson, led the group in a continuation of the ses-
sfons begun earlier In the week. The discussions continued on the following key
elements:

1. The three basic recommendations made in 1980
2. The status of these recommendations

The group reported that two of the three recommendations had been com-
pleted and that the third would be completed in June 1981. The group then devel-
oped these recommendations:

1. That the Procurement Task Force Group continue

2. That the ALMO request that a separate numbered serles be estab-
lished for ARs, DA pamphlets and circulars, etc., which concern Army libraries

3. That the name of the Procurement Task Force Group be changed to
Acquisitions/Contracting Task Force Group in keeping with current DOD/DA termi-
nology

4. That an 1informal report from the Acquisitions/Contracting Task
Force Group he published semiannually

5. That ALMO compile and print a newsletter concerning the progress
of all the task force groups

6. That a clearinghouse for procurement problems bhe established
under the TRADOC Library Office

7. That the ALC pursue, as a high priority item, establishment of a
procedure for payment of interlibrary loan charges
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8. That the previously published 1ist of procurement courses be
updated and published annually

9. That the group request clarification from the Army Comptroller
concerning prohlems involved with deposit accounts and coupons

10. That procedures he established to allow ALMO guidance to be given
to IG teams on library procurement matters

11. That the group prepare and publish for distribution on an Army-
wide basis an acquisitions primer

12. That the group set up a meeting with GSA to discuss and resolve
problems concerning federal supply schedules for publication.

CITA

UInder the chairmanship of Margaret Hardin, the group continued its work
on the critical statement-of-work, which 1is the primary documentation laying out
the task for the contractor (app M). By focusing on the statement-of-work, the
group was then able to worit on that section of the wnrk statement which dealt
specifically with the tasks.

Stressed was the point that the statement {s performance-oriented,
telling the contractor what to do, but it is not a method. The group worked on
assembling quality assurance standards for several tasks such as interlibrary
loan, cataloging and classification, and user orientation. The group agreed that
a shopping-list approach to the assembly of such standards was the most expe-~
1ient.

The group developed a sample to be used as a guide hy Army librarians.
This sample, when completed, will be forwarded to ALMO within the year.

Through concentration on primary problem areas, the group has now com-
pleted its current tasks.

Management Reporting

Charles Ralston, chairman, led the group in the conclusion of its work.
Because earller recommendations still were not being acted on, the group resub-
mitted them as follows:

1. That management reporting policy be made by ALC, ALMO, and/or
other equivalent authority

2. That consideration be gilven to automation of a management infor-
mation system
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3. That further detailed analysis of such a system be conducted on a
consultive bhasis

Additionally it was recommended that:
1. A working committee, closer to the ALC both administratively and
geographically, be formed to work iIntensively on forms design, data elements,

etc.

2. That this task force group be disestabhlished

Technician Training

Under the chalrmanship of Madge J. Busey, the group continued its work
on the three objectives stated in the earlier session (app N). In 1981 two pro-
jects had been undertaken:

1. To distribute a questionnaire to all library technicians in order
to compile a directory and to survey the technician training wants

2. To complete the development of a self-paced reference package

Joyce Wattington, who directed the questionnalire project, received a
61Z return. A directory of library technicians was completed, listing 223 tech-
nictans, their names, and their addresses. The group agreed to update the direc-
tocry and to {nclude information on training courses. The questionnaire had also
identified 461 training needs. Of these, training or reference materials led,
with 122 persons indicating a need, and technical services was second, with 109
persons Indicating a need.

Other activities worked on by the group were:

1. Announcement was made that a self-paced video cassette converslon
package s ready, awaliting $10,000 funding.

2. Members reported attendance at a USAF sponsored, 4N-hour lihrary
technician's training course at San Antonio College, San Antoanion, Texas.

3. Assipgnments were made for the development of additional cassettes
in the next year.

Most group members planned to tour the Morris County Free Library and
to attend the Thursday afternoon training session on reference materials.

Shared Resources

Mary Nell Wooten was the chairperson. The group continued its discus-
sion on the development of a resource directory (consisting of profiles from each
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installation) and an Army-wide ILL policy (app 0). Concerning the resource di-
rectory, the group made these decisions:

iLg Creative approaches at the local levels might be more appealing,
quicker, and more informative than a questionnaire format.

2. Profiles submitted by members will be used as examples for other
installations.

3. New members will be encouraged to prepare profiles for their
installations.

4. A single profile for each installation 1s the ultimate goal.

Public Relations
Patricia Ann Reeves was the acting chalrperson. The group concluded
its activities by developing three short-range goals:
1. To produce and distribute interlibrary loan posters and bookmarks
2. To continue to send out quarterly publicity packets
3. To receive input materials and to redistribute public relations
ideas suitable for the special library sector
General Lectures
FLC Update
James Riley, Executive Director of FLC, FEDLINK, gave an update on the
committee's work during the past year (app I). The key 1items were:

1. The survey of federal libraries 1is completed and will be avail-
able by the end of the summer.

2. The telefacsimile project is finished, and the service 1is avail-
able through National Technical Information Service and Education Resource In-—
formation Center.

3. Instructional chemistry materfals have been prepared for the
nonchemist.

4., OPM and FLC are working on a survey that will measure productiv-
ity in federal libraries.

5. The contract for Project NOAH has been let. This system will
enable a number of internal functions to be handled automatically.
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6. Increases were announced for OCLC and AT&T for services.

7. AACR-2 training was begun in January 198l. Twelve 3-day work-
shops have been conducted to date.

Mr. Riley also gave the members the names of persons who can be con-
tacted for aid in various activities. .

Career Programs and Position Classification Standards

Lectures on the career programs and position classification standards
were consolidated and conducted by Nellie Strickland, The Adjutaat General
Center; Ann Donnelly, DA Civilian Personnel Center; and Ingjerd Omdahl, DARCOM
(app J). After the lectures were completed, the members were divided into
smaller groups to discuss in detail the development of standards.

The objectives of these lectures were to describe the career program
itself, to enumerate some of the Iissues, to discuss screcening panel and planning
board activities, to recommend performance standard actions, and to develop an
understanding of the standards and how they are developed and measured.

Some of the information presented included these items:

1. The library career program, with 525 registered persons, is one
of the smallest career programs in the Army.

2. 1In the latest screening panel, 308 librarfans were rated, 44 were
deferred at their own request, 25 were deferred by the panel, and 12 were outside
applicants.

3. In 1981, 44 referral and 28 supplementary lists had been issued.
No selection had been made on 28 of the referral 1lists and on 15 of the supple-
mentary lists.

4. Since the beginning of the 1981 referral year (1 October 1980),
135 referral lists have bheen sent out. In the 1980 referral year, 260 referral
lists were sent out.

5. Selection factors that apply include:

a. Repromotion eligibles in the 1local area should be considered
first and their names given.

b. Choice should be made first from priority candidates, then
repromotion eligibles, then lateral promotions, and then competitive referrals.

c. When less than three promotable people appear on a referral
list, a supplementary list caan be requested.
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d. The term “best qualified” 1s no 1longer permissible as a
reason for selection of a candidate. Another reason must be given for the selec-
tion.

e. Selecting officials may hire from transfers from the Navy and
the Air Force, reinstated eligibles, reassignments within an installation, and
those on OPM certificates.

6. Detafled recommendations for filling out career appraisal and in-
dividual development plans (SKAPs) were given.

7. It was pointed out that anyone moving for a permanent change of
stattfon must stay 1 year if the change was a promotion and 2 years if it was a
lateral transfer.

In other actions, the members were asked to give their opinions on the
present career and performance standards. They were asked to consider these
options:

1. Discontinue the career program.
2. Retain present screening system with modifications.

3. Do away with screening panels and accept the reviewing official's
rating as final.

4. Make SKAP standards for functional elements measurable. Use these
elements for local performance standards for unique situations.

The members chose the option to retain the present screening system with
modifications.

In order to prepare standards that would be measurable and acceptable, Ms.
Omdahl formed the members into small groups which then worked on the standards.

Offsite Session—-Visit to Morris Country Free Library, Morristown, New Jersey

The 1library technicians met at the Morris Country Free Library for a
discussion on reference materials. Ms. Linda Ott, Head of the Reference Depart-
ment, explained how to conduct a reference interview with a patron. She reminded
her group that the seemingly obvious and straightforward question can be the most
misleading--she emphasized that the patron must be questioned in order to ascer-
tain the information that is really desired. The technicians toured the library
and examined reference materials. Ms. Ott explained their usage and evaluated
their worth to a collection.

The ALI participants were able to discuss their work with 17 area 1li-
brary technicians who were also present for the discussion.
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SESSION 5. FRIDAY, 22 MAY 1981

General Lecture—The Library From a User's Point of View

Lawrence J. Ostuni, ARRADCOM, presented a personalized viewpoint of librar-
ies, which covered the period from the early days of his career to the present
time (app K). He stressed the importance of a corporate strategy which identi-
fies the role that the library occupies in the realization of that strategy. Dr.
Ostuni further 1indicated that the managment had a distinct responsibility in
directing its people to use the library resources. This procedure not only puts
the real pressure on the library to meet the users' needs but also gives the user
confidence in the library as an information source. This interrelationship per-
mits quicker responsiveness of the library to the user needs, which provides
stronger support of the organization's mission.

Reports

Task Force Groups

The seven task force groups presented their individual final reports
reflecting their discussions conducted earlier 1in the week. The task force
groups and the individuals presenting the reports were:

Group Presenter
ADP /Networking Barbara Henseler
Procurement Ida Johnson
CITA Marijean Murray
Management Reporting Dorothy Thompkins
Technician Training Madge Busey
Shared Resources Mary Nell Wooten
Public Relations Pat Reeves

The final reports of the groups have been forwarded to the Army Library Manage-
ment Office (ALMO) for permanent record. Readers may contact appropriate chair-
person to determine availability of reports. (See appendixes L through 0.)

Recommendations Committee

Lyle Minter, the presiding officer of the day, presented 28 recommenda-
tions developed by the committee, for an open vote by the Institute. Of these,
13 carried, 9 did not carry, and 6 were tabled. (See next section, page 41.)
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Announcement and Closing

The announcement was made that ALT VI will be held at Norfolk, Virginia, in
April 1982 and ALI VII, at Fort Huachuca, Arizona, in 1983.

Ingjerd Omdahl, DARCOM, gave the closing remarks, complimenting the host,
the participants, and all who made ALI V possible.

The Institute was then adjourned.
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10.

11.

12.

13.

14.

The following recommendations were presented at the closing
Library Institute V on 22 May 1981:

That ALMO express thanks of Institute participants to
DARCOM, ARRADCOM, and ALI staff members for a "splendid
institute.” Letters of commendation should be distributed
to all planners, speakers, and committee chairpersons.

That ALMO submit an annual report, oral and written, to the
Army Library Institute.

That ALMO/ALC issue quarterly reports to all Army libraries.

That an Army administrative publications series for Army
libraries/information centers to provide guidance to all
Army libraries/information centers be established.

That ALMO institute procedures for library procurement to be
placed on the annual IG agenda.

That ALC change the name of the Procurement Task Force Group
to the Acquisitions/Contracting Task Force Group.

That ALMO investigate the problems of prepaid postage for
library use.

That ALMO/ALC develop policy guidance concerning the problems
of paying charges for interlibrary loans and reprints.

That ALMO compile a list, using input from FEDLINK, of all
Army libraries using OCLC, giving OCLC symbol and address
of the 1library.

That ALMO provide detailed instructions on the compilation of
statistical information for the annual report.

That ALMO investigate the loss of Army librarians due to CITA
contracting and plan for contract librarians who will be
managing Army libraries.

That Ingjerd Omdahl's presentation on Civil Service Reform
Act/Performance Standards be included in the proceedings

verbatim.

That proceedings of the Institute be published and distributed
to each Army library and to DTIC, in addition to participants.

That speakers submit copies of their reports, handouts, and
slides to the Proceedings Committee.
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15.

16.

il {/e;

18.

19.

20.

23

24,

25.

26.

27.

28.

That the 1982 reporting system should return to the previous
reporting method by assigning reporting responsibility for
the sessions to a number of attendees.

That the reports should be typed and submitted at a later time.

That the site for the Institute should be more centrally
located, with access to restaurants outside the hotel.

That future ALIs should not be scheduled on 3-day holiday
weekends.

That smoking should be banned in meeting rooms during meetings.

That name tags should be made in larger letters and with
geographic locations added.

That type-of-library meetings be given a half-day of the
Institute schedule.

That there be equipment exhibits.

That speakers stick to the schedule and that the sessions start
and end on time.

That brief (5-minute) breaks be scheduled at least one every
hour.

That minisessions should be expanded to two sessions: the
first session to be a presentation of the subject area and
the second session to be a discussion or reveiw.

That ALI should adopt a maximum of three issues and make
recommendations regarding these rather than applying a
shotgun approach to solving our problems.

The ALI needs something comparable to Junior Memberships
in ALA. This outlet would recognize new personnel and
interns at a special session.

That a policy regarding management reporting be made by ALC,
ALMO, or other equivalent authority.

b4

Tabled

Tabled

Carried

Not

carried

Carried

Carried

Tabled

Not

carried

Not
carried

Not
carried

Not

carried

Not
carried

Not
carried

Not
carried




SaAXIAN3IddV

45







APPENDIX A
WELCOMING REMARKS

MG A. LIGHT, JR.







OPENING REMARKS
ARMY LIBRARY INSTITUTE
18 MAY 1981 (MG ALLEN H. LIGHT, JR)

I AM PLEASED TO PARTICIPATE IN THE FORMAL OPENING OF THE FIFTH ANNUAL

ARMY LIBRARY INSTITUTE, AND TO WELCOME YOU TO ARRADCOM AT PICATINNY ARSENAL.

DURING THIS COMING WEEK I SEE BY YOUR BUSY AND FULL SCHEDULE THAT YOU WILL
FOCUS ON HOW TO PROFIT FROM PAST LIBRARY EXPERIENCE, HOW TO APPLY PRESENT-DAY
TECHNOLOGY EFFICIENTLY AND EFFECTIVELY, AND, QUOTING FROM OUR OWN SCIENTIFIC AND
TECHNICAL INFORMATION DIVISION'S MISSION STATEMENT " (HOW) TO CONDUCT A CONTINUOUS

PROGRAM OF RESEARCH AND INVESTICATION IN THE AREAS OF LIBRARY AND INFORMATION

SCIENCES".

AS YOU PURSUE YOUR EFFORTS THIS WEEK, YOU SHOULD KNOW THAT WE CONSIDER YOU
TO BE AMONG THE ARMY'S MOST VALUABLE RESOURCES. YOU SERVE THE MILITARY, THEIR
DEPENDENTS, AND THE ARMY'S CIVILIAN WORK FORCE. YOU COVER THE FULL RANGE OF LIBRARY
EXPERTISE FROM ACADEMIC AND SERVICE SCHOOLS, Ti{ROUGH MEDICAL AND TECHNICAL, TO POST
LIBRARIES. YOU HAVE COME FROM AS FAR NORTH AS ALASKA, AS FAR SOUTH AS PANAMA, AS

FAR EAST AS WESTERN EUROPE, AND AS FAR WEST AS EASTERN KOREA, AND ALMOST EVERY STATE

OF THE UNION.

YOU ARE HERE, AS GENERAL GUTHRIE HAS SAID, FOR A POSITIVE TRAINING EXPERIENCE
TO BENEFIT THE USERS OF ARMY LIBRARIES THROUGHOUT THE WORLD. YOU COME TOGETHER NOT
ONLY FROM ALL TYPES OF LIBRARIES, BUT ALSO FROM A VARIETY OF DUTIES AND SERVICES
WITHIN THOSE LIBRARIES. IN SPITE OF YOUR DIVERSE BACKGROUNDS, EACH OF YOU HAS BUT
ONE PURPOSE AND ONE DESIRE: TO MARKET YOUR PRODUCT, INFORMATION, IN A WAY THAT IS

MOST EFFICIENT AND EFFECTIVE.

ALTHOUGH ARCHIVISTS ARE IMPORTANT FOR THE CORPORATE MEMORY OF ANY ORGANIZATION,
YOU ARE NOT ONLY THE KEEPERS OF INFORMATION, YOU SERVE AS THE CONDUITS OF THAT INFOR-

MATION AS WELL. YOU ARE HERE TO FIND OUT WHAT THE STATE-OF-THE-ART HAS TO OFFER
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ARMY LIBRARIES THAT WILL HELP EXPEDITE THIS TRANSFER OF INFORMATION. MOREOVER,
YOUR LIBRARY CAREER PROGRAM REQUIRES THAT YOU MAINTAIN AN AWARENESS OF BOTH CURRENT
AND FUTURE DEVELOPMENTS IN LIBRARY SCIENCE, AND YOUR ATTENDANCE AT THIS MEETING IS

EVIDENCE OF YOUR ENDORSEMENT OF THAT PROGRAM.

SOME OF YdU ALREADY HAVE HIGHLY COMPUTERIZED LIBRARY SYSTEMS, SOME STILL ONLY
WISH FOR SUCH THINGS, BUT ALL OF YOU ARE AWARE THAT COMPUTERS ARE NOW AN INSEPARABLE
PART OF OUR LIVES, AND THBT THEIR USE IS MORE AND MORE BECOMING A NECESSITY IF
LIBRARIANS ARE TO COPE EFFECTIVELY, WITH THE EVER-GROWING FLOOD OF INFORMATION.
AT ARRADCOM OUR SCIENTISTS AND ENGINEERS USE COMPUTERS AS AN ORDINARY PART OF THEIR
WORK~ENVIRONMENT, AND OUR TECHNICAL LIBRARY HAS BECOME HEAVILY INVOLVED IN COMPUTER-
BASED TECHNOLOGY THROUGH THE FEDERAL LIBRARY INFORMATION NETWORK, AND THE DEFENSE
RDT&E ON-LINE SYSTEM. AND WHILE OUR CIRCULATION SYSTEM HAS BEEN COMPUTER-BASED
SINCE 1958, WE ARE FOLLOWING ADVANCES IN THE STATE-OF-THE-ART, AND WE ARE INVESTIGATING
THE POSSIBILITY OF AN INTEGRATED, AUTOMATED, LIBRARY SYSTEM THAT WILL NETWORK OUR

FIVE ARRADCOM LIBRARIES TO BETTER SERVE OUR SCIENTISTS AND ENGINEERS.

BUT, AS YOU KNOW, COMPUTERS ARE NOT THE SOLE ANSWER TO LIBRARY PROBLEMS AND,
IN FACT, MAY INITIALLY COMPLICATE THE LIBRARY'S OPERATION. IT FOLLOWS THEN THAT
WHATEVER ECONOMICAL AND EFFICIENT MEANS A LIBRARIAN CAN USE, SHOULD BE USED. THE
MEDIUM MAY BE PAPER (BOOKS, REPORTS, JOURNALS, OR CLIPPINGS), MICROFORM (FICHE, ROLLS,
OR CARTRIDGES), COMPUTER DATA-BASES, OR LASER VIDEODISCS; REGARDLESS OF THE MEDIUM

USED, IT IS THE INFORMATION CONTAINED IN THAT MEDIUM THAT IS THE IMPORTANT ELEMENT.

AND NOW A MOST IMPORTANT POINT:

TO KNOW THE INFORMATION NEEDS OF YOUR USERS, YOU MUST BE AWARE OF WHAT'S
GOING ON AT YOUR OWN INSTALLATION, AND WITHIN YOUR OWN COMMAND. YOUR EXPERTISE IN

COLLECTION DEVELOPMENT, AND YOUR JUDGMENT IN WEEDING OUT OBSOLETE MATERIAL CANNOT BE
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DONE IN A VACUUM. YOU MUST BE AWARE NOT ONLY OF WHAT YOUR USERS HAVE ASKED FOR

IN THE PAST, BUT WHAT THEIR PRESENT NEEDS ARE, AND WHAT THEIR NEEDS WILL BE IN THE

FUTURE.

MOREOVER, YOU SHOULD NOT BE MERELY A PASSIVE INTERFACE BETWEEN THE INFORMATION

AND THE USER. YOU MUST BE ACTIVE INFORMATION MANAGERS! YOU KNOW WHAT YOU HAVE TO

OFFER; YOU SHOULD KNOW WHAT YOUR USERS NEED; AND YOU MUST KNOW HOW TO MARKET YOUR

PRODUCT.

I WOULD LIKE TO CLOSE MY WELCOMING REMARKS BY READING AN EXCERPT FROM "“THE
SONG OF THE LIBRARY STAFF," COMPOSED BY SAM WALTER FOSS, LIBRARIAN AT THE SOMERVILLE
(MASSACHUSETTS) PUBLIC LIBRARY FOR THE ANNUAL MEETING OF THE AMERICAN LIBRARY

ASSOCIATION --- 75 years ago --- IN 1906.

"SING, O MUSE! OF THE HEAD LIBRARIAN -
SEE HIM, SEE HER, HIS OR HER HEAD,
WEIGHTED WITH THE LORE OF TIME,
TRYING TO EXPEND A DOLLAR
WHEN HE ONLY HAS A DIME;
TAILORING APPROPRIATIONS -
AND HOW DEFTLY HE SUCCEEDS -
FITTING HIS POOR THOUSAND DOLLARS

TO HIS MILLION-DULLAR NEEDS.

HOW THE GLAD BOOK AGENTS CHEER HIM -
AND HE CANNOT WISH THEM FEWER -
WITH "THEIR GREATEST WORK YET PUBLISHED

SINCE THE DAWN OF LITERATURE."
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Thank you.

AND HE KNOWS ANOTHER AGENT
(CHAMPING, RESTIVE TO BEGIN,
WITH ANOTHER WORK STILL GREATER)

WILL IMMEDIATELY COME IN.

SO PERFECTION, ON PERFECTION FOLLOWS,
MORE AND MORE SUBLIME
AND THE LINE KEEPS ON FOREVER,
DOWN THE AVENUES OF TIME.
SO THEY TRAVEL ON FOREVER,
STRETCHING FAR BEYOND OUR KEN,
LIFTING DEMIJOHNS OF WISDOM

TO THE THIRSTY LIPS OF MEN."
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MARKETING AUDIT FOR LIBRARY SERVICES

by

Stanley M. Widrick, Ph.D.
Associate Professor of Marketing
Rochester Institute of Technology

College of Business
Rochester, NY 14623
Phone: 716-475-2287

For presentation to the 1981 Army Library Institute May 18-22, 1981
at Morristown, New Jersey
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MARKETING CONCEPT

A CONSUMER'S NEEDS ORIENTATION backed by INTEGRATED

MARKETING aimed at generating CONSUMER SATISFACTION

as the key to SATISFYING ORGANIZATIONAL GOALS
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A SYSTEMATIC MARKETING AUDIT

Review the Marketing Environment

Review the Marketing Systems

Review the Marketing Activities

Putting it all together
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Step I: REVIEW THE MARKETING ENVIRONMENT OF THE LIBRARY

A. Markets

e Who are the library's major markets or publics?

e Is your market growing, stable, or declining?

e What are the major segments in each market?

e What percentage of your market is unaware of the
services you offer?

B. Customers

e How satisfied are patrons with your services?

e How do they make the decision to use your services?

® Who are the heavy users, occasional users, non-users?

c. Competitors

e Who are the major competitors?

e What competitive trends do you foresee?

D. Macroenvironment

e What are the main relevant developments which will
affect your library? Demographic, economic, technology,
education, government, etc.?
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Step II: REVIEW THE MARKETING SYSTEM

A.

Objectives

® What are your library's long and short-run objectives?
How do they contribute to the Army's overall objectives?

e Are the marketing objectives spelled out and reasonable?

Action Programs

e What is the library's strategy for achieving objectives?

e Are sufficient resources (monetary and personnel)
available?

Implementation

® Does your library do annual planning? Is the planning
procedure responsive?

® Does your library implement control procedures (monthly,
quarterly) to measure progress toward objectives?

e Do you know the profitability (costs) of major products
and/or services?

e Does your library have a procedure to routinely measure
the needs, perceptions, preferences, and satisfaction of
its constituents?

e Are all library employees aware of their role in the
marketing concept?
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Step III: REVIEW THE MARKETING ACTIVITIES

A.

Products

e What are your main products/services? Generic products?

e Should products/services be phased out or added?

e How healthy are each product/service individually and

product mix as a whole?

Price (or costs to the customer)

What are the monetary, time, and psychic costs to the
customer? How can customer cost be lowered?

What services should be available without charge?
What services should be charged for?
How price sensitive are those services?

Distribution

Are there alternative methods of distributing the product

or services that would reduce cost or increase customer
satisfaction?

What service level should be targeted?

Promotion (or communications)

e How do people find out about your products/services?

How are publicity, personal contact, advertising and
sales promotion used?

Do library staff regularly get out of the library and
talk with patrons and prospective patrons?

Is there an agreed upon overall theme for library
communications?

60




19

Step IV: PUTTING IT ALL TOGETHER
Target Market Segments
Post Technical General Etc.
Command Specials Personnel
Needs of Segments Management and Technical Informational,
Technical Information Educational,
Information Recreational
Objectives of Library Increase Support Encourage and Maintain
facilitate present
increased service level
usage of
interlibrary
loan
Products and Services e Expand e Expand e Maintain
collection collection collection
e Prepare e Data base e Teach how to
bibliographies searches do own
searches
Costs to Segment e Time e Time cost e Time
e Monetary e Psychic e Psychic

® Psychic

Distribution ® 24 hour response (@ 72 hour response | @ As available
time time
e Deliver if
appropriate
Promotion ® Quarterly meeting |@ Special handouts | @ Post news-

with recent
transfers

by technical
specialty

letter
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Prof. Stanley M. Widrick
48 Orchard Drive
Rochester, NY 14618
Home: (716) 271-7529
Office: (716) 474-2365

Professor Widrick has been in the Graduate Faculty of the College of Business,
Rochester Institute of Technology (Rochester, N.Y.) since 1977. He taught
previously at the State University of New York at Oswego (1975-1977) and at
the Herkimer County Community College (1970-1975). His background also in-
cludes two years as a Research Chemist for the Durez Chemical Company in North
Tonawanda, N.Y. :

In August 1981 he will begin a one year teaching assignment in the Master of
Business Administration program for the US Air Force in Europe.

Prof. Widrick has a B.S. in Chemistry from the Clarkson College of Technology
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